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Coming Your Way...
trative personnel who schedule events and plan calendars
lan to attend the in-house training programs offered
for others as well as themselves, to assist them in manag
in September, October and November. The computer
ing changing priorities, balancing assignments, respond
and Frontline series remain available for anyone who
ing with accurate information, etc. The workshops are 4½
has not taken advantage of them yet. We’ve added some
hours in length and provide participants with Organiznew and interesting options during this time.
ers/Planners to get them started on more systematic man
CPE
agement of daily activities.
Trouble with writing? An 8-week (2 hours weekly) Review
Now available, CPE Direct is an opportunity to earn 24
of Written Communications program will evaluate and polish
hours of CPE credit per year by reading selected articles
your English skills. The program will help you improve your
from the Journal of Accountancy, and completing a quar
written communication, with a particular emphasis on edit
terly study guide. CPE Direct study guides will also con
ing. All individuals requesting to take the course will be
tain other readings, checklists, or practice aids to enhance
asked to complete a pretest for evaluation purposes.
your insight and direct your learning. To receive credit,
Frontline I programs continue to be scheduled, while
read the articles, complete the study guide, successfully
Phase II for Managers and Supervisors begins in October.
answer the questions, and return the answer sheet to Mary
This 7-session program will focus on developing team per
Anne Tait in the CPE Division for grading. Interested staff
formance and making an organizational impact. Frontline
should complete a Training Request Form indicating CPE
Phase I is a prerequisite. Likewise, Phase II for Project
Direct. So, save those Journal of Accountancy issues!
Contributors will begin in November. Watch Inside AICPA
The CPE Division has established a self-study lending
for more details. We’ll also offer a full complement of
library, housed in Conference Room 2 at Harborside. Staff
courses in Lotus 1-2-3, as well as Beginning and Advanced
are invited to borrow any of the CPE Division-developed
WordPerfect (see calendar on back).
self-study course materials for reference or CPE credit, at
Consult the Training and Development catalog for full
no charge. Those wishing to earn CPE credit for a given
descriptions of all courses offered. Occasionally, addition
course should contact Pam Mongello, CPE Operations
al courses will be offered on an “as requested” basis. If you
(3514), to obtain a machine-scannable test form upon
are interested in a course or program in the catalog which
completion of self-study. CPE credit will be issued only
you do not find scheduled, call Human Resources-New
for successfully completing original, machine-scannable
York, or complete a Training Request Form and forward it
forms. Copies will not be processed. CPE requests that all
to us. We will contact you as soon as the program is sched
participants be thoughtful, and return manuals to the
uled. Remember that all course participation requires a
shelves once work is completed.
completed Training Request Form, signed by you, your di
The Training Department will be adding an Automated
rect supervisor, and division head or above.
Training Hotline to keep you better informed of upcoming
training and educational programs, and to answer your ques
tions. Watch for further announcements of the phone num
ber and relevant information on or about September 1st.
Never have enough time? Most of us need help organiz
In This Issue
ing our time and priorities more efficiently. Time Manage
ment Organizer/Planner Workshops are designed to do
■ Coming Your Way...
just that. The Time Management Organizer programs are
■ The Telephone: Window To Our Members
designed for individuals planning their own work activi
And The World
ties to learn techniques to improve skills in organizing
■ MicroChips
time more effectively, improving project management,
■ Three-Month Course Calendar
meeting planning, goal setting, follow-up, etc. The Time
Management Planner programs are designed for adminis

P

The Telephone: Window To Our
Members And The World
s an employee of a professional organization such
as the AICPA, you are part of the new and expand
ing wave of service industries that is sweeping and
transforming the U.S. In this environment, we all become
member-service representatives every time we pick up the
telephone. As Marshall Field said, “Goodwill is one asset
that the competition cannot undersell or destroy.”
As an organization designed to service our professional
membership and industry, it is important to understand
your role as a representative of the AICPA every time you
pick up the phone. Our members are our customers. As
such, they deserve our best efforts and every considera
tion. In the same way that each of us likes to be treated as
a valued customer, we should extend the same helpful at
titude to our members and all callers whenever we an
swer or conduct business on the telephone.
Recently, the AICPA installed new telephone systems
in its New York and New Jersey offices. We are hopeful
that the Washington, D.C., office will follow in the very
near future. The many new and useful features of our sys
tems should give each of us substantially increased capa
bilities of handling our telephone workflow. These sys
tems have been designed to better facilitate servicing the
needs of our members and the organization.
The following are suggestions and considerations
which you should keep in mind in your role as one of
AICPA’s telephone service representatives:

A

■ For members and external callers, yours is the first
voice they hear. The first impression you create will
remain with the individual, coloring his impression
of the organization as a whole, and should be a posi
tive and helpful one. The majority of our staff are lo
cated in the metropolitan New York area. Many peo
ple from other parts of the country, including our
members, have a negative perception of New York
ers as being rude and uncooperative. It’s part of our
jobs to prove them wrong.
■ With any call, your focus should always be to service
and assist the person calling. Our members, in partic
ular, may not always be reaching the appropriate
person to respond to their inquiry. Familiarize your
self with the names, positions, and responsibilities of
the people in your area and for whom you are likely
to answer phone calls. Review the AICPA Opera
tions Handbook, which outlines the various divisions
at the AICPA, so that you will be better informed
when making a referral.
■ Before transferring a call within the Institute, make
sure you are making the correct referral. DO NOT
“pass the buck” or transfer calls simply because the
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person’s question is not in your area of responsibili
ty. If you do not know to whom to refer the individ
ual, take his or her name and phone number to re
turn the call once you have researched the question.
Ask your supervisor or coworkers for advice. Most
important, be sure to respond to the person calling
as quickly as possible.

Telephone Tips
To Remember
Make sure the FIRST IMPRESSION
you create when answering the
phone is a helpful one. You’re the
caller’s first contact with the AICPA.

Become familiar with names of staff
and their responsibilities in order to
make INFORMED REFERRALS.

Develop an awareness of your
CHOICE OF WORDS with a caller—
they should be positive, rather than
non-commital.

Be sure to ANSWER YOUR PHONE
PROMPTLY.

Verify the accuracy of messages you
take by REPEATING THE
INFORMATION the caller gives.

Exercise PATIENCE at all times.
The old saying is still true—
patience really is a virtue.

■ A pleasant and helpful voice is one we all appreciate,
whether external or internal. Extend the same help
ful and pleasant manner to your colleagues as you
would like to receive.
■ Be aware of your choice of words and personal
speech habits on the telephone. A loud or soft
voice, speaking too fast or slow, and choosing neg
ative words can be offensive or create difficulties
with your caller. Always speak distinctly and au
thoritatively to help the caller gain confidence in
you and your ability to assist him or her. Choose
positive, helpful words that demonstrate a sense of
importance and action on your part to the person’s
request or inquiry. Avoid non-committal or de
manding words such as “I’ll try” and “you have to”
whenever possible, particularly in situations where
a caller is requesting some action on your part or
vice versa.

■ Often, callers are inarticulate in explaining their in
quiries and questions. Be patient, asking whatever
questions are necessary for you to gain an under
standing of the reason for their call.
■ Always be prepared with paper and pencil close by
whenever you answer the telephone. Don’t make
your caller wait while you look for them.

■ When placing calls, think through what you need to
cover on the phone, making notes or an agenda to
keep handy as necessary. Your calls will be more ef
ficient and respectful of any time constraints the per
son you are calling has.
■ Your telephone should be answered promptly—
preferably by the second ring. Studies show that
callers become impatient and anxious after 30 sec
onds.

■ Proper telephone coverage means being responsible
for the prompt answering of your telephone at all
times. Voice mail should be used rarely and only
when no one in your department is available to an
swer your phone. Keep your voice mail message up
dated regularly. If you expect to be out of the office,
give the caller another staff member’s name and tele
phone extension to contact. Be sure coworkers
know when you will be away from your desk, and
that someone is able to cover your phone or will be
receiving referrals from your voice mail.
■ When taking messages, repeat the information to the
caller to make sure it is accurate. Incomplete or inac
curate messages create ill will, disrupt service, and
strain relationships with our members and other
callers.
The Institute will be conducting formal programs in
telephone skills—be sure to participate. It will be an ex
cellent investment in yourself and in making the AICPA a
more productive and responsive service environment for
our members and for ourselves.

MicroChips
Computer News from MIS
WORDPERFECT
Document Retrieval
Ever find yourself in the midst of processing text in
WordPerfect on the LAN, only to discover that the
keyboard has frozen, with a document that you may
not yet have saved? WordPerfect and the LAN will al
low you to retrieve your document when the comput
er goes down. WordPerfect has an automatic timed
backup which saves your text at regular intervals (ap
proximately 10 minutes—this interval can be changed
if so desired). When the keyboard freezes, use the fol
lowing procedure to retrieve your document:
■ Reboot the system (turn the hard drive off and back
on again).
■ Sign on to the network, which will return you to
the initial WordPerfect screen.

■ The program will ask if other copies of WordPerfect
are running. Hit No.
■ You will then be asked whether you wish to rename
or delete the document. Hit Rename.

■ Give the document a specific name. Hit Enter, the
document is then automatically saved to your de
fault drive (the L: directory on the LAN).

■ Hit List File (F5) and Enter.
■ Locate the specific document name. Hit 1 to retrieve
and your text should reappear on the screen.

LAN UPDATE
Security
Remember that passwords for the LAN expire every
six months. The system is very unforgiving and will
lock out anyone who does not change his/her pass
word. When your password has expired, the system
will give you the following message: "Password for
JONESRO has expired on AICPA1. You have 2 Grace
Log-Ins remaining. Would you like to change your
password Y/N?" When you get this message, you
must change your password. For system security, you
are required to have eight unique passwords before
you may use the same password again.
Remember: The system is here to serve you; the secu
rity measures we have established provide security
and safety for your data.
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SEPTEMBER

Monday
5

Tuesday
6

7

8

9

12

13

14

15

16

Beginning WP 6.0
for Windows (NY)

Frontline I for
MGR/SPV begins (NY)

19

20

21

22

23

Telephone Training (DC)

Telephone Training (DC)
Beginning
Lotus 1-2-3 (NY)

Writing Skills (DC)

Time Management—
Organizer (NJ)
WP 6.0 for Windows

Frontline follow-up
for MGRs (NY)

26

27

28

29

30

WP 6.0 for Windows

Windows LAN (NY)

Time Management—
Planner (NY)
PaperChase (DC)

Frontline for Project
Leaders begins (NY)
Writing Skills (NJ)

Frontline follow-up
for SPVs (NJ)

4

5

7

6

Frontline follow-up
for Project Leaders
(NY)

Frontline II for
MGR/SPV begins (NY)

Windows LAN (NY)

OCTOBER

Friday

Thursday

HOLIDAY

3

10

11

12

13

14

Beginning
Lotus 1-2-3 (NY)

WP 6.0 for Windows

Telephone Training (NJ)

Telephone Training (NJ)

Telephone Training (NJ)

17

18

19

20

21

PaperChase (NJ)

Beginning
Lotus 1-2-3 (NY)

WP 6.0 for Windows
◄----------------Investment in Excellence Core Program (IIE)----------------- ►

24

25

26

Beginning
Lotus 1-2-3 (NY)

Time Management—
Planner (NJ)
WP 6.0 for Windows

Time Management—
Organizer (NY)

31
Advanced Lotus (NY)

NOVEMBER

Wednesday

7

1

28

27

Frontline follow-up for
Project Contributors
(NJ)

2

3

4

9

10

11

18

WP 6.0 for Windows

8

Beginning
Lotus 1-2-3 (NY)

Frontline II for Project
Contributors begins (NJ)

14

15

16

17

PaperChase (NY)

Telephone Training (NY)

Telephone Training (NY)

Telephone Training (NY)

21

22

23

24

25

HOLIDAY

28

29

30

December 1

Frontline I for Project
Contributors begins (NJ)
Telephone Training (NY)

Telephone Training (NY)

Telephone Training (NY)

HOLIDAY
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This newsletter is prepared by the Staff Training and
Development Committee for the staff of the AICPA.

